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October  1,  1992 

The  Honorable  Donald  Ritter 
House  of  Representatives 

Dear  Mr.  Ritter: 

This  briefing  report  is  the  first  in  a  series  in 
response  to  your  October  1991  request  for  us  to  examine 
Total  Quality  Management  (TQM)  in  the  federal 
government.  At  the  outset,  you  asked  that  we  perform  a 
survey  to  obtain  information  on  the  status,  scope,  and 
benefits  of  federal  TQM,  as  well  as  the  obstacles  that 
agencies  encounter  during  implementation.  We  briefed 
you  on  the  results  of  this  survey  on  October  1,  1992. 
This  briefing  report  contains  the  information  we 
presented. 

BACKGROUND 

TQM  is  a  management  approach  that  strives  to  achieve 
continuous  improvement  of  quality  through  organization 
wide  efforts  based  on  facts  and  data.  The  methods  for 
implementing  this  approach  have  been  advanced  by  the 
teachings  of  such  quality  leaders  as  W.  Edwards  Deming, 
Armand  Feigenbaum,  Kaoru  Ishikawa,  and  J.  M.  Juran.  For 
purposes  of  our  survey,  quality  improvement  efforts 
which  have  the  same  basic  goals  and  processes  as  TQM  but 
have  different  names,  such  as  Total  Quality  Excellence 
and  Total  Quality  Leadership  are  encompassed  by  the  term 
"TQM. " 

Early  interest  and  efforts  in  TQM  in  the  United  States 
occurred  primarily  in  the  private  sector,  where  firms 
spurred  by  intense  competition  from  Japan  began  to 
examine  Japanese  approaches  to  management.  In  the  late 
1970s  and  early  1980s,  this  enhanced  competition 
stimulated  U.S.  attention  to  the  role  of  TQM  systems  in 
improving  quality.  The  increased  interest  in  Japanese 
management  methods  was  soon  accompanied  by  research  in 
the  United  States  that  documented  that  firms  can  also 
reduce  their  costs  by  improving  quality.  Although  the 
federal  government  does  not  have  the  same  type  of 
competitive  pressures  that  exist  in  the  private  sector, 
federal  managers  have  begun  to  look  at  TQM  as  an 
approach  that  can  help  solve  governmental  management 
problems . 
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We  surveyed  federal  installations  to  examine  the  extent  of  TQM  in 
the  federal  government.  Installations,  as  defined  by  the  Office 
of  Personnel  Management,  are  units  with  a  specifically  designated 
organization  head  who  is  not  subject  to  on-site  supervision  by  a 
higher  level  installation  head  and  has  been  delegated  some  degree 
of  authority  in  the  performance  of  personnel  management 
functions.  Installation  personnel  management  authority  would 
include  hiring  for  civilian  employees  and  rewards  and  recognition 
for  military  and  civilian  personnel.  Typical  installations 
included  Internal  Revenue  Service  Centers  and  Air  Force  Logistics 
Centers . 

RESULTS  IN  BRIEF 


TQM  is  being  implemented  by  a  significant  number  of  federal 
organizations;  about  68  percent  of  the  federal  Installations  we 
surveyed  reported  they  were  working  on  various  phases  of  TQM, 
with  the  greatest  activity  concentrated  in  the  early  phases.  The 
remaining  federal  installations  are  not  currently  implementing 
TQM,  although  about  half  said  they  plan  to  in  the  future. 

Although  TQM  is  being  initiated  on  a  fairly  wide  scale,  the  depth 
of  employee  involvement  is  still  thin.  The  68  percent  of  federal 
installations  that  reported  implementing  TQM  also  reported  that 
about  13  percent  of  their  employees  were  involved  in  TQM 
activities  at  the  time  of  our  survey.  Various  respondents 
reported  barriers  to  greater  implementation  of  TQM,  including 
employee  issues  and  funding  issues. 

We  analyzed  the  reported  TQM  activities,  barriers  and  benefits  in 
terms  of  the  installations'  reported  TQM  maturity  phases — in 
other  words,  their  degree  of  development  and  maturity.  This 
analysis  showed  that  installations  that  reported  being  further 
along  in  terms  of  implementing  TQM  also  reported  more  involvement 
in  TQM  activities,  such  as  training,  improvement  teams,  and 
measuring  performance  than  those  which  were  in  the  early  maturity 
phases.  Also,  respondents  reported  both  fewer  barriers  and  more 
employee  involvement  as  they  progressed  further  into  TQM 
implementation.  More  Importantly,  although  many  respondents 
reported  that  they  are  achieving  benefits  as  a  direct  result  of 
their  TQM  activities,  the  level  of  reported  benefits  achieved 
both  externally  and  internally  increased  substantially  for 
Installations  that  have  progressed  further  in  TQM  implementation. 

OBJECTIVES,  SCOPE,  AND  METHODOLOGY 

Our  objective  was  to  obtain  information  on  the  status  and  scope 
of  TQM  implementation  in  the  federal  government,  the  barriers  to 
implementation,  and  the  benefits  being  realized  through  the 
adoption  of  TQM  practices.  To  accomplish  our  objective,  we  sent 
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questionnaires  to  the  heads  of  more  than  2,800  civilian  and 
Department  of  Defense  installations.  We  asked  the  installation 
heads  to  self-assess  their  status  and  report  on  barriers  to 
implementation  and  internal  and  external  benefits  realized  as  a 
result  of  TQM  activities.  We  also  made  follow-up  visits  to  a 
judgmental  sample  of  30  Installations  to  determine  the  extent  to 
which  documentary  support  for  TQM  implementation  efforts  was 
available  and  to  validate  certain  questionnaire  responses.  We 
did  our  work  between  March  and  September  1992  and  in  accordance 
with  generally  accepted  government  auditing  standards. 


As  agreed  with  your  office,  unless  you  publicly  release  its 
contents  earlier,  we  plan  no  further  distribution  of  this  report 
until  5  days  from  the  date  of  this  letter.  At  that  time  we  will 
send  copies  of  this  report  to  the  heads  of  departments  and 
agencies  included  in  our  survey;  interested  congressional 
committees;  the  Directors  of  the  Office  of  Management  and  Budget 
Office  of  Personnel  Management,  and  the  Federal  Quality 
Institute;  and  survey  respondents.  We  will  also  make  copies 
available  to  others  upon  request. 


The  major  contributors  to  this  report  are  listed  in  Appendix  III 
If  you  have  any  questions,  please  call  me  on  (202)  275-8387. 


Sincerely  yours. 


William  Gadsby 
)irector.  Federal 
Management  Issues 
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GAO  Scope  and  Methodology 


Scope 

•  More  than  2,800  civilian 
and  DoD  installations 

Methodology 

•Questionnaire  sent  to  all 
installations  (80%  response) 

•Validated  questionnaire 
responses  at  30  installations 
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GAO  T opics  To  Be  Covered 

•  Status  of  federal  TQM 

•  Scope  of  TQM  activities 
•Benefits  of  TQM 

•  Barriers  to  ongoing  efforts 

•  Observations 
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GAO  Federal  Total  Quality 
Management 


Reported  Status  of  Federal 
TQM 
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STATUS  OF  FEDERAL  TQM 

Federal  installations  reported  a  wide  level  of  TQM  activity.  As 
sho%m  in  page  10,  about  68  percent  of  all  respondents  said  they 
were  involved  in  some  TQM  efforts.  Also,  this  activity  is  new 
since  most  of  these  TQM  activities  were  no  more  than  2  years  old. 
In  addition  to  the  installations  already  involved,  about  half  of 
the  32  percent  of  the  installations  without  TQM  activities  said 
they  plan  to  implement  TQM  in  the  future. 

To  more  fully  examine  the  status  of  TQM,  we  presented 
descriptions  of  TQM  phases  in  terms  of  how  far  along  or  "mature" 
installations  were  in  implementing  TQM.  These  were  obtained  from 
research  into  various  ways  of  describing  where  organizations  were 
in  their  implementation  efforts.  The  maturity  phases  are:  Phase 
1 — Deciding  whether  to  implement  TQM,  Phase  2 — Just  getting 
started.  Phase  3 — Implementation,  Phase  4 — Achieving  results,  and 
Phase  5 — Institutionalization  (see  p.  11  and  app.  II) . 

Respondents  were  asked  to  place  their  installation  in  one  of  the 
maturity  phases.  The  results  of  this  analysis  (p.  12)  shows 
that  about  half  the  installations  reported  being  in  the  early 
stages — namely  Phases  1  and  2 .  In  terms  of  those  organizations 
achieving  significant  results,  about  18  percent  were  at  Phases  4 
and  5;  only  40  judged  themselves  to  be  actually  at  Phase  5. 
Nineteen  percent  of  Department  of  Defense  installations  reported 
being  in  Phases  4  and  5,  and  16  percent  of  civilian  installations 
reported  being  in  those  phases. 

Moving  from  the  early  start-up  efforts  through  implementation 
takes  time.  The  number  of  years  installations  report  that  they 
have  been  implementing  TQM  is  shown  on  page  13.  The  responses 
indicate  that  the  first  year  is  spent  in  the  decision  and  start¬ 
up  phases.  The  average  age  for  Phase  3  installations  was  about 
2.5  years,  and  Phase  4  was  3  years.  Institutionalizing  TQM, 
however,  appears  to  require  fairly  long-term  efforts.  Phase  5 
Installations  reported  that  they  have  been  involved  an  average  of 
slightly  less  than  5  years. 

Finally,  28  percent  of  the  installations  reported  that  they  never 
have  attempted  TQM.  They  were  asked  to  identify  barriers  to 
implementation.  We  categorized  the  answers  into  leadership, 
training,  strategic  planning,  employee  involvement,  measurement 
and  analysis,  customer  focus  and  other  issues.  No  category  was  a 
dominant  barrier,  as  page  14  shows,  but  leadership  issues  were 
the  most  frequently  mentioned  category. 
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GAO  Status  of  Federal  TQM 


Wide  level  of  activity 
reported 


Never  attempted  imptementation 


2% 

Started  arxl  stopped 


2% 

Other 


Starting  or  already  implemented 
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GAO  Status  of  Federal  TQM 

Phases  of  TQM  implemetation 

•  Phase  1 :  Deciding  whether  to 
implement  TQM 

•  Phase  2:  Just  getting  started 

•  Phase  3:  Implementation 

•  Phase  4:  Achieving  results 

•  Phase  5:  Institutionalization 
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GAO  Status  of  Federal  TQM 


Most  installations  underway 
report  being  in  early  stages 

1 00  P«rc*nt  of  organtutlona  wKh  TOM  •fforta 
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GAO 


Status  of  Federal  TQM 


Institutionalizing  takes  time 
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GAO  Status  of  Federal  TQM 


Organizations  not  underway 
identify  several  barriers  to 
initiating  TQM 
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GAO  Federal  Total  Quality 
Management 


Reported  Scope  of  TQM 
Activities 
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SCOPE  OF  TQM  ACTIVITIES 

Among  those  organizations  that  have  TQM  efforts,  most  have  put  a 
management  and  implementation  structure  in  place,  as  shown  on 
page  17.  According  to  respondents,  82  percent  of  the 
installations  have  established  quality  councils,  and  76  percent 
have  established  quality  improvement  teauns. 

We  asked  respondents  about  the  extent  of  their  involvement  in  43 
activities  commonly  undertaken  by  organizations  involved  in  TQM. 
We  used  the  Baldrige  and  the  Federal  Quality  Institute  Awards  to 
categorize  activities  expected  of  organizations  involved  in 
quality  management.  As  shown  on  page  18,  the  categories  were 
leadership,  employee  training  and  recognition,  strategic 
planning,  empowerment  and  teamwork,  measurement  and  analysis, 
customer  focus,  and  quality  assurance.  As  pages  19-to-25  depict, 
installations  reported  that  these  TQM  activities  increased 
substantially  with  the  maturity  phase.  In  general,  organizations 
identifying  themselves  as  more  mature  in  TQM  also  more  frequently 
said  they  were  doing  these  43  activities.^ 

We  also  asked  about  employee  involvement  at  the  time  of  our 
survey.  Respondents  indicated  that  about  13  percent  of  the 
employees  (20  percent  of  the  managers  and  13  percent  of  the 
nonmanagers)  were  actively  involved  in  such  TQM  activities  as 
teams,  councils,  and  teaching,  as  shown  on  page  26.  Phase  4  and 
Phase  5  organizations,  on  the  other  hand,  reported  an  overall  25 
percent  employee  involvement  rate. 

Incentives  and  training  linked  to  participation  appear  to  be  used 
more  frequently  in  more  mature  installations  (see  pp.  27  and  28). 
On  average,  42  percent  reported  providing  teams  with  rewards  and 
recognition.  The  average  increases  to  79  percent  for  Phase  4  and 
Phase  5  organizations.  Further,  33  percent  of  all  installations 
reported  having  quality  goals  in  employee  performance  plans, 
whereas  60  percent  of  the  Phase  4  and  Phase  5  organizations 
reported  having  such  quality  goals.  Finally,  57  percent  reported 
training  in  group  process  and  problem-solving  skills  (p.  28); 
while  88  percent  of  Phase  4  and  Phase  5  organizations  reported 
such  training. 


^It  should  be  noted  that  each  category  is  simply  a  composite 
average  of  all  activities  within  it,  and  as  such  does  not 
precisely  reflect  the  rate  of  change  for  all  activities  within  a 
category. 
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GAO  Scope  of  TQM  Activities 


Among  68%  of  installations 
that  have  TQM  efforts: 

•  82%  have  Quality  Councils 

•  76%  have  Quality  Improvement 
Teams 
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GAO  Scope  of  TQM  Activities 


Installations  consistently 
report  undertaking  more  key 
activities  as  TQM  maturity 
increases 

•  Key  activities  from  Federal 
Quality  Institute  and 
Baldrige  Award  criteria 

•Leadership,  Training,  Planning 
Empowerment,  Measurement, 
Customer  Focus,  and 
Quality  Assurance 
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GAO  Scope  of  TQM  Activities 


Leadership  activities  increase 
with  maturity  phase 


P«rc*nt  of  rMpondontt  porformlng  k«y  •ctivtty-compootU  lnd«« 
100 
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fncfudes  such  activities  as  astabfishrn^quality  cot/neils  and  senior  managemenl  awareness  training. 
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GAO  Scope  of  TQM  Activities 


Employee  training/  recognition 
increases  with  maturity  phase 


1 00  P*rctnt  of  r««pond«nts  porforming  koy  •ctlvtty-compcit*  {nd*x 


PhsMi  Ph«««3  PhmO  Ph«M4  PhM«S 
M«furtty  pfUM 


Includes  such  activities  as  TOM  training  needs  assessments  and  formal  rewards  lor  teams. 
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GAO  Scope  of  TQM  Activities 


Strategic  planning  activities 
increase  with  maturity  phase 


too  P«rc«nt  of  rMpond«nlt  ptrfonning  kAy  ftctlvlty^oinpo«H«  IfMtox 


PhAM  1  PhAAA  2  PhAlA  2  PhAAA  4  PtMAA  S 
Mafurffy  pfuAA 

Includes  such  activities  as  developing  quality  vision,  mission,  and  policy  statements  and  developing 
an  implementation  plan. 
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GAO  Scope  of  TQM  Activities 


Empowerment  and  teamwork 
increase  with  maturity  phase 

100  P«re«nt  of  mpondonti  pofformtng  hoy  octivny-compoMo  IfKiox 


PhaMi  PhM«2  PtuiM3  PhM«4  PhM«S 
UMtUfitY  pfwM 


Includes  such  activities  as  establishing  teams  and  involving  unions 
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gad  Scope  of  TQM  Activities 


Measurement  and  analysis 
activities  increase  with 
maturity  phase 


100  PftfH  of  ftpondante  pftonrMng  ii#y  actMly-cemposN*  1nd»» 


Pham  1  PtwM  2  PtiMc  3  Phmm  4  PhsM  $ 
Mtturtty  prwM 


InckKtos  such  actrvitMS  as  davekipiog  internal  and  external  measures  and  analyzing  systems  and 
processes 
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GAO  Scope  of  TQM  Activities 


Customer  focus  activities 
increase  with  maturity  phase 
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100 
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monitor  cus(om«r  satisfaction 
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GAO  Scope  of  TQM  Activities 


Quality  assurance  activities 
increase  with  maturity  phase 

100  P*rc«n<  of  r*«pontfonta  porformtno  My  acltvfty-cofnpooft*  tntfoi 


60 


PfMMi  PhM«2  PNm*3  PMM4  PtiM«S 
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Inckjdes  such  activiMs  as  workKig  with  suppliers  and  usmg  such  methods  as  Quality  Furiction 
Deployment  to  enhance  ability  to  meet  customer  requirements 
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Scope  of  TQM  Activities 


Current  employee  participation 
across  units  with  TQM  efforts 

•  1 3%  of  all  employees,  20%  of 
all  managers,  and  1 3%  of  all 
nonmanagers  are  involved 

in  TQM  activities,  such  as 
facilitation,  councils,  teams, 
or  teaching 

•  In  Phase  4  and  Phase  5 
installations,  25%  of  all 
employees  participate 
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GAO  Scope  of  TQM  Activities 


Incentives  for  participation 
vary  by  phase 

•42%  of  installations 
recognize  and  reward  teams 
(79%  of  Phase  4  and  5 
reward  teams) 

•  33%  of  installations  have 
quality  goals  in  employee 
performance  plans  (60%  of 
Phase  4  and  5  have  goals) 
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GAO  Scope  of  TQM  Activities 


Training  for  participation 
increases  with  maturity  phase 

•57%  of  TQM  installations 
offer  tools  or  group  process 
training  to  employees  (88% 
of  phase  4  and  5  offer  tools 
or  group  process  training) 


28 


APPENDIX  I 


GAO  Federal  Total  Quality 
Management 


Reported  Benefits  of  TQM 
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BENEFITS  OF  TQM 

We  examined  TQM  benefits  in  two  ways:  (1)  effect  on  external 
customers  as  reflected  by  overall  organizational  performance  and 
(2)  effect  on  internal  customers  as  reflected  by  internal 
operating  conditions.  We  asked  respondents  to  assess  TQM's 
effect  on  organizational  performance  in  terms  of  productivity, 
reductions  in  costs,  quality  of  products  and  services,  overall 
service  to  customers,  customer  satisfaction,  and  timeliness.  To 
depict  the  overall  impact,  we  developed  an  index  that  is  the 
average  of  responses  to  our  questions  on  the  degree  of  impact. 

As  shown  on  page  32,  most  organizations  said  TQM  has  enhanced 
organizational  performance — about  60  percent  reported  a  positive 
to  very  positive  impact,  although  a  third  said  it  was  too  early 
to  judge.  Of  particular  note,  no  significant  negative  effects 
were  reported.  One  example  of  customer  service  improvement  was 
noted  during  our  installation  visits  to  the  Veterans  Affairs 
Insurance  Center  in  Philadelphia.  This  office  had  reduced  from  11 
percent  to  less  than  6  percent  the  frequency  that  veterans  had  to 
make  follow-ups  on  their  inquiries  regarding  such  things  as 
insurance  benefits,  and  improvements  were  continuing.  In  another 
example  at  the  Ogden  Air  Logistics  Center,  the  failure  rate  on  a 
bomb  release  was  reduced  from  over  80  percent  to  less  than  5 
percent  after  an  employee  simply  called  the  customer  to  determine 
if  there  were  any  problems  with  the  item. 

Also,  the  reported  impact  of  TQM  on  organizational  performance 
increases  as  maturity  increases.  Pages  33  and  34  show  the  six 
different  organizational  performance  measures  and  the  pattern  of 
greater  impact  as  organizations  mature. 

For  internal  operating  conditions,  we  asked  the  installations  to 
identify  the  impact  of  TQM  on  each  of  13  internal  operating 
conditions,  such  as  communications  and  labor-management  relations 
(see  app.  II  for  a  complete  list).  To  view  the  benefits,  we 
developed  an  index  in  the  same  manner  as  for  the  organizational 
performance  indicators.  As  shown  on  page  35,  respondents  said 
that  TQM  was  affecting  internal  operating  conditions  in  a 
positive  manner,  but  not  strongly.  Also,  about  one-third  of  the 
respondents  said  it  was  too  early  to  judge  the  impact. 

One  example  of  the  benefits  of  improving  internal  operating 
conditions  was  provided  during  our  visit  to  the  Internal  Revenue 
Service's  Ogden  Service  Center.  According  to  Center  officials, 
group  process  and  problem  solving-skills  were  used  for  2  years  by 
a  team  that  worked  on  taxpayer  payment  problems .  During  that 
period  the  team  addressed  a  series  of  problems  such  as  the 
posting  of  taxpayer  payments  to  the  wrong  accounts.  This  effort 
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helped  reduce  payment  tracers  by  over  1  million  and  also  reduced 
erroneous  payment  due  notices  to  taxpayers . 

In  another  example  of  quality  improvement  team  activities, 
officials  at  the  Defense  Industrial  Supply  Center  in  Philadelphia 
described  how  a  team  has  been  given  the  task  of  identifying  and 
reducing  unnecessary  reports  and  paperwork.  The  Center  reported 
that  the  team's  efforts  have  reduced  paper  consumption  by 
millions  of  sheets. 

Internal  conditions  also  Improve  with  TQM  maturity,  according  to 
respondents.  Pages  36  and  37  show  the  top  six  internal 
conditions  that  were  reported  as  affected  positively  to  a 
moderate  or  very  great  degree  by  TQM.  They  are  attention  to 
customers'  requirements,  group  process  and  problem-solving 
skills,  internal  communication,  participatory  management  style, 
timeliness  of  Internal  processes,  and  efficiency.  Similar  to  the 
organizational  performance  area,  benefits  reported  by  mature 
organizations  were  double  and  triple  the  benefits  reported  by 
Phase  1  and  Phase  2  organizations. 
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gad  Benefits  of  TQM 


Most  installations  report 
positive  impact  on  performance 

too  P«rc«nt  rMpoodenti-compoalt*  lnd«i 

SO 

60 


Impact  of  TQM  on  porfemifneo 

Organizatk)nal  performance  is  defined  as  the  composite  of  productivity,  quality,  timefiness.  cost 
reduction,  overall  customer  service.  arKJ  customer  satisfaction  factoi?. 
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GAO  Benefits  of  TQM 


Individual  performance  factors 
improve  with  TQM  maturity 

100 


60 


60 


40 


20 


I  j  Pfoduc(»vrtv 

I  1  Quaiitv 

TimeiTH.-jis 


P»rc«nt  respondent*:  somewhat  or  very  positive  impact 


Phase  1  Phase  2  Phase  3  Phase  4  Phase  5 

Maturity  phase 
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gad  Benefits  of  TQM 


Individual  performance  factors 
improve  with  TQM  maturity 


100  Pf  rc«nt  rt*pon<l«nt«:  somtwh«t  or  v«ry  po«ttiv«  (mp»et 
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GAO  Benef;(s  of  TQM 


Most  installations  report 
positive  impact  on  internal 
operating  conditions 

100  Ptrc«nl  rMpondtoU:  •irtcnl  of  potHfvo  Wnpoel-compotHo  Indoi 


M 


00 


40 


Ciiocrt  TQM  fioo  ?iod  t  potHhro  Impoet  on  tntomol  eportOng  eondftfoni 

Intomat  oporating  conditiona  includa  attention  to  customer  requirements,  group  process  and  problem 
solving,  iniemal  communications,  participatory  management,  timeliness  of  internal  processes.  an6 
Improved  management  decisions  through  more  information. 
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GAO  Benefits  of  TQM 


Internal  operating  conditions 
improve  with  TQM  maturity 


Phase  1  Phase  3  Phase  3  Phase  4  Phase  S 

Maturity  phase 


I  lo  {.usiomer  requirements 

J  Group  piocess  arrd  problem  solving  skills 
I  inicrnal  communicaiions  ihrnughoul  the  orgaoraiion 
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GAO 


Benefits  of  TQM 


Internal  operating  conditions 
improve  with  TQM  maturity 


1 00  P«rc*nt  rt8pond«nt«;  mod8r«(«  to  v«ry  imp<ct 


80 


60 


1  Ph4s«  2  Phas«  3  Phase  4  Phase  S 

Maturity  phase 


Change  to  more  particpatory  management 
Timedftess  ot  internal  processes 
fcHtcieTxry 
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Reported  Barriers  to  Ongoing 
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Barriers  to  Ongoing  Efforts 

We  asked  installations  about  the  significance  of  21  potential 
barriers  to  implementing  TQM  that  had  been  identified  through  our 
research.  Page  40  shows  the  nine  barriers  said  to  be  a  moderate 
to  very  major  problem  by  39  percent  or  more  of  the  respondents. 
Many  of  these  key  barriers  were  related  to  employee  issues  such 
as,  (1)  employees  don't  believe  they  are  empowered  to  make 
changes,  (2)  employees  lack  sufficient  information  cn  how  to  use 
TQM  tools,  and  (3)  employees  lack  information  and  training  on  TQM 
concepts  and  theory. 

Our  analysis  of  the  data  also  showed  that  respondents  believed 
barriers  decrease  as  their  involvement  in  TQM  increases.  For 
example,  for  the  barrier  "employees  don’t  believe  they  are 
empowered,”  about  two- thirds  of  the  respondents  in  Phases  1,  2, 
and  3  felt  it  was  moderate  to  very  great.  However,  47  percent  of 
the  Phase  4  installations  saw  this  as  a  barrier,  and  only  23 
percent  of  the  Phase  5  organizations  reported  it  as  a  barrier. 

Pages  41,  42,  and  43  show  the  nine  individual  barriers  and  the 
percent  of  respondents  in  each  phase  who  believed  they  were 
moderate  to  very  major  problems.  Again,  responses  for  all  nine 
barriers  show  that  the  barriers  are  considered  less  significant 
as  maturity  increases. 
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GAO  Barriers  to  Ongoing  Efforts 


Various  barriers  impede 
ongoing  TQM  efforts 

100  Percent  reepcrxlent  •teting  barrier  it  •  moderate  to  very  mefor  problem 
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GAO  Barriers  to  Ongoing  Efforts 


Barriers  reduced  as  maturity 
increases 


1 00  Percent  respondents;  moderate  to  very  ma/or  problem 


eo 


60 


40 


20 


0 


Lnipioyf'ps  rtgn  i  l-eiieve  they  are  en()oweied 
F  ufiding  tudgolifi^  consiiaurts 
rmployocs  lack  mfotmaiton  of>  TOM  loots 
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GAO  Barriers  to  Ongoing  Efforts 


Barriers  reduced  as  maturity 
increases 


100  P«rc«nt  rt«pond*nt«:  ntodtrat*  to  wry  m«ior  proOkm 


00 


PhiM  1  Pt)«M  2  PhatM  3  PhaM  4  Phata  S 

Maturity  phaM 


Re«i«ianca  )o  porticipaiory  managemem 
Etnpioyeas  tack  formation  on  TQM  concept 
Employae  resistance  to  changing  roles 
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GAO  Barriers  to  Ongoing  Efforts 


Barriers  reduced  as  maturity 
increases 

1 00  Ptrccnt  r««pond«ntt:  modtrit*  to  vary  rM)or  problom 


PhsMl  Ph»M2  Ph«««3  Ph«s«4  Phat*  S 

Maturity  phasa 


I  I  Federal  pereonrwiraguWiofs 
[  j  Senior  management  urtabte  to  spend  lime 
LacK  Of  long  term  planning 
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GAO  Federal  Total  Quality 
Management 

Observations 
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Observations 

Clearly,  there  appears  to  be  a  very  active  interest  in  TQM 
throughout  the  federal  government.  About  two-thirds  of  the 
federal  installations  we  surveyed  reported  that  they  were 
involved  in  some  way,  and  another  15  percent  are  planning  TQM 
implementation . 

Although  there  is  wide  interest,  TQM  efforts  are  generally  new, 
the  average  reported  age  being  less  than  2  years.  This  newness 
is  reflected  in  employee  participation  levels  that  are  generally 
low  compared  to  the  potential  levels  reported  by  mature 
organizations . 

Analysis  of  the  responses  to  our  questionnaire  indicates  that  as 
the  organizations  mature  in  implementing  TQM,  and  as  they  invest 
time  and  effort  in  the  activities  needed  to  carry  on  TQM 
initiatives,  they  find  that  the  barriers  become  less  difficult 
and  they  reap  greater  benefits. 
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gad  Observations 


•Active  interest  in  TQM 

•Very  new  to  federal 
installations 

•  Organizations  that  have 
invested  time  and  effort 
report  barriers  less  difficult 

•  Organizations  that  have 
invested  time  and  effort 
report  greater  benefits 
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U.S.  General  Accounting  OfTice 

Survey  of  Federal  Agencies  •  Status  of 
Total  Quality  Management  (TQM)  Initiatives 


INTRODUCTION 

The  U.S.  General  Accounting  Office  (GAO),  an  agency  of 
Congress  is  surveying  Federal  installations  to  collect 
infomiaiion  on  the  status  and  scope  of  Total  Quality 
Management  (TQM)  implementation  in  the  Federal 
government,  the  bairiets  to  implementation,  and  the  benefits 
realized  through  the  adoption  of  TQM  practices.  The  results 
of  this  survey  will  be  included  in  a  report  requested  by 
Congress. 

We  recognize  that  not  all  installations  receiving  this 
questionnaire  will  be  involved  in  TQM  activities.  A  small 
number  of  questions,  which  can  be  quickly  answered,  still 
must  be  completed.  Please  complete  these  questions  by 
following  the  appropriate  instructions. 

Most  of  the  questions  in  this  questionnaire  can  be  easily 
answered  by  checking  boxes  or  filling  in  blanks.  Space  has 
been  provided  at  the  end  of  the  questionnaire  for  any 
additional  comments.  A  glossary  of  terms  relating  to  TOM 
used  throughout  the  questionnaire  is  included  on  page  2. 
Please  refer  to  this  glossary  before  stalling  to  fill  out  the 
questionnaire. 

[ 

I 

i 


Your  responses  will  be  combined  with  others  and  repeated  in 
summary  form.  No  inframation  that  could  specifically  identify 
your  installation  will  be  reported.  The  questionnaire  is 
numbered  only  to  aid  us  in  our  follow-up  efforts  and  will  not 
be  used  to  identify  you  with  your  responses.  We  cannot 
develop  meaningful  information  without  your  fiank  and  honest 
answers. 

To  ensure  that  informatioD  in  our  report  to  Congress  is 
complete  and  accurate,  we  will  validate  responses  to  certain 
questions  at  a  randomly  selected  sample  of  installations. 

If  you  have  any  questions  about  anything  in  this  questionnaire, 
please  call  Mr.  Dom  Nieves  at  (202)  275-5323  or 
(202)  275-«511. 

Please  return  the  completed  questionnaire  in  the  enclosed  pre- 
addressed  envelope  within  two  weeks  of  receipt  In  the  event 
the  envelope  is  misplaced,  the  return  address  is: 

U.S.  General  Accounting  Office 
General  Government  Division 
Mr.  Dom  Nieves 
441  G  Street  N.W.  Room  3150 
Washington.  D.C.  20548 

Thank  you  for  your  assistance. 


Please  Note:  Answer  all  of  the  questions  included  in  the  questionnaire  for  vour  installation 
only  as  designated  in  the  label  below.  Installation  is  defined  in  greater  detail  in  the  glossar>' 
on  page  2.  Do  not  attempt  to  answer  for  your  entire  Department,  Service,  Agency,  or  other 
installations  located  at  your  site. 

IDMtec  t  (1-5) 
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GLOSSARY 


Installation  -  An  installation  is  defined  by  0PM  as  a  unit  with  a  specifically  designated 
organizational  head  and/or  administrative  supervisor  who  is  not  subject  to  on-site  supervision  by  a 
higher  level  installation  head  and  who  has  bMn  delegated  some  degree  of  authority  in  the 
performance  of  personnel  management  funcdons. 


Total  Quality  Management  (TQM)  -  A  management  approach  to  long-term  success  through 
organization-wide  efforts  of  continuous  improvement  The  methods  for  implementing  this  approach 
ore  found  in  the  teachings  of  such  quality  leaders  as  Philip  Crosby,  Edwards  Doming,  Armand 
Feigenbaum,  Kaoru  Ishikawa,  and  J.M.  Juran.  Even  though  this  approach  may  have  different 
names,  it  most  often  includes  the  following  five  concepts: 

“  Customer  Driven  Quality 

-  Strong  Quality  Leadership 

-  Continuous  Improvement 

-  Actions  Based  on  Facts,  Data,  and  Analysis 

-  Employee  participation 

For  the  purposes  of  this  study,  quality  improvement  efforts  which  have  the  same  basic  goals  and 
processes  of  TQM  but  have  a  different  name  such  as  Total  Quality  Excellence,  Total  Quality 
Leadership,  Quality  Management,  or  Continuous  Improvement  are  encompassed  by  the  term  "TQM". 


Quality  Council  -  Comprised  of  top  management  and/or  other  staff  and  provides  direction, 
structure,  and  oversight  to  the  quality  improvement  effort  It  may  also  be  called  an  Executive 
Steering  Committee  or  an  Executive  Steering  Group. 


Quality  Management  Boards  -  A  second-tier  structure  often  used  in  TQM  implementation  which  is 
formed  to  support  the  Quality  Council  by  focusing  on  tacticai  issues  or  problem  solving.  Members 
of  Quality  Management  Boards,  or  Quality  Sub-councils  as  they  are  sometimes  called,  are 
predominantly,  if  not  exclusively  from  management 


TQM  Team  -  Any  team  formed  to  facilitate  the  implementation  of  TQM.  These  may  include 
functional,  cross-functional,  task,  or  process  improvement  teams  and  are  commonly  referred  to  as 
Process  Action  Teams  (PATs)  or  Quality  Improvement  Teams  (QITs). 


Benchmarking  -  Measuring  performance  against  that  of  best-in-class  installations  or  companies, 
determining  how  the  best-in-class  achieve  those  performance  levels,  and  using  the  information  as  the 
basis  for  your  own  installation’s  strategies,  and  implementation. 
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I.  BACKGROUND 

Please  enter  Uie  name,  title,  and  phone  number  of  person  completing  this  survey: 

Name;  _ 

Title: _ 

Phone  number  ( _ ) _ 

Afu  Cod€ 

1.  Total  number  of  employees  (management,  staff,  administrative,  etc.)  at  this  installation: 

Sun  =  1^83^57 

_  Federal  Civilian  Employees  (FTE’s) 

Sum  =  785^ 

_  Military  Personnel 

2.  Total  number  of  people  at  this  installation  who  manage  or  supervise  at  least  one  other  individual: 

Ns387.45S  Managers/Supervisors 

3.  Primary  service,  product,  or  function  provided  by  this  installation: 
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II.  CURRENT  STATUS  OF  TQM  AT  YOUR  INSTALLATION 

The  poipose  of  this  sectioii  a  to  assess  ihe  cunent  status  of  TQM  in  general  at  your  installation.  We  realize  that  different  units 
may  be  at  different  phases  or  stages  of  TQM  development  but  we  ask  you  to  respond  for  your  installation  overall 

4.  Please  indicate  which  of  the  following  applies  to  your  installation.  (CHECK  ONE.) 

N»12T7 

29%  □  No  unit  within  this  installation  has  ever  attempted 
to  impieinent  TQM. - 


Does  yotr  installation  plan  to 
implement  TQM  in  the  future? 

N=<2S 


‘  (SKIP  TO  SECTION  V 
ON  PAGE  18.) 


17%  1.  Q  Yes.  within  the  next  year 

37%  2.  O  Yes.  at  some  point  in  the  future 

14%  3.  □  No 

32%  4.  Q  Do  not  know 


M%  □  Efforts  to  implement  TQM  ate  ctsrently  under  way  or 

implanatiatiow  has  taken  place - ><GO  TO  QUESTION  3  BELOW.) 

2%  D  The  installstinn  attempted  to  implement  TQM  in  some  form 
at  an  earlier  date,  but  it  was  diacontinned.  No  current 
TQM  effort  is  now  in  place. - 


Does  your  insnllatian  plan  to 
implement  TQM  in  the  future? 

N=39 


f  (SKIPTOSECnONffl 
ON  PAGE  II.) 


15%  1.  □  Yes.  within  the  next  year 

33%  Z  Q  Yes.  at  some  point  in  the  future 
18%  3.  □  No 

33%  4.  O  Do  not  know 


2%  □  Other  (Please  describe); 


(SKIP  TO  QUESTION  6  ON  PAGE  5.) 


S.  In  whii  year  did  yow  installation  officially  start  implementation  of  TQM  as  defined  in  the  glossary? 


1950  •  1905 

• 

19M 

2  % 

1907 

4  % 

1900 

7  % 

1909 

12% 

1990 

21  % 

1991 

35  % 

1992 

10% 

*  Less  than  I  percent. 
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6.  Using  the  following  dcKtiptions.  in  what  phase  of  TQM  implementation  would  you  classify  the  units  that  comprise  your 
installation?  (PLEASE  CHECK  ONE  BOX  FOR  EACH  PHASE  USTEO  BELOW.) 


Phases  or  Stages  of  TQM  Implementation 

No 

units 

(I) 

Less  than 
half  of 
the  units 

(2) 

More  than 
half  of  the 
units 
(3) 

Most  or 
all  units 

(4) 

Phase  1  -  Deciding  whether  to  implement  TQM 

Management  is  reseaRhing  or  deciding  whether  to  implement  TQM, 
but  no  formal  decisions  or  activities  have  been  initiated  by  top 
management  A  few  employees  may  have  attended  quality  conferences 
or  network  meetings  but  the  installaticin  as  a  whole  has  yet  to  be 
informed  or  involved  in  a  TQM  project  N=640 

64  % 

12  % 

13  % 

Phase  11  -  Just  getting  sianed 

TQM  efforts  are  in  the  early  planning  and  implementanon  phase. 
Management  has  made  a  formal  decision  to  stan  TQM  and  has 
communicated  this  to  the  organization.  The  organization's  mission  and 
vision  have  been  artinilatwl  A  few  quality  structures  such  as  quality 
councils,  steering  commioees,  or  teams  have  been  established  and  some 
awareness  training  has  been  given.  Preliminary  quality  planning  has 
been  done.  Pilot  programs  or  newly  initialed  installation-wide  efforts 
to  improve  quality  are  included  in  this  phase.  N=1411 

14  % 

23  % 

13  % 

so  % 

Phase  in  -  Implementation 

Spedflc  TQM  processes  designed  to  improve  quality  are  in  place. 

TQM  training  for  management  and  employees. is  beyond  the 
onentation/awareness  stage  and  focuses  on  TQM  tools  and  techniques, 
and  team-relaied  xdvities.  Measures  of  quality  and  productivity  have 
been  ideniified  and  specific  goals  have  been  set  Nsl329 

23  * 

36  % 

17  % 

25  % 

Phase  IV  -  Achieving  Results 

The  installation  has  a  sustamcd  TOM  effort  and  has  becun  to  achieve 
and  document  sianificant  results.  Systemic,  cross-functional  andfor 
organizational  achievements  from  the  TQM  effort  have  been  realized. 

Nal291 

42  % 

38  % 

10  % 

11  % 

Phase  V  -  Long  Term  Instimtionalization 

The  ■■MiaiiwMw  has  incatparaied  all  of  the  principles  and  operating 
practices  of  TQM  throughout  much  of  the  organizatian.  The 
iiistallation  has  docamemed  substantial  improvements  in  quality  and 
customer  satisfaction  resulting  horn  these  efforts  and  is  making 
consistent  and  contmuoui  improvement  thtoughouL  An  installation  in 
this  phase  may  have  been  recognized  as  a  Quality  Improvement 

Prototype  or  is  a  tecipieM  of  the  Presideni's  Award  for  Quality. 

N=1214 

76  » 

u  % 

■ 

1 

7.  Looking  at  your  responses  to  question  6  alwvt.  please  place  yotir  instalJatioa  as  a  whole  into  one  of  the  phases  of  TQM 


implementation. 

Nal592 

(CHECK  ONE.) 

5  % 

1. 

□ 

Phase  I  -  Deciding  whether  to  implement  TQM 

46  % 

2_ 

□ 

Phase  n  -  Just  getting  started 

31  « 

3. 

□ 

Phase  ni  -  (mplementatian 

15  % 

4. 

□ 

Phase  IV  -  Achieving  results 

3  % 

5. 

□ 

Phase  V  -  Long  term  institntinnalization 
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8.  In  regard  to  TQM.  please  indicate  which  of  the  following  activities  have  ever  been  undenaketi  to  any  degree  at  vour 
installanon?  (CHECK  ONE  BOX  IN  EACH  ROW.) 

Please  note,  the  responses  to  this  question  may  be  validated  at  some  installations  at  a  later  date.  If  your  installation  is 
selected,  we  will  be  contacting  you  shortly. 


Undertaken  to  any  degree? 

Installation  Activities  or  Efforts 

Yes 

(U 

No.  but  It  is 
planned 

(2) 

No.  and  it  is 
not 

planned 

(3) 

Do  not 
know 

(4) 

Leadenri^ 

a.  The  feasibility  of  implementing  TQM  was  researched. 

N=1573 

gg  % 

3  % 

5  % 

5  % 

b.  Senior  management  made  the  decision  to  implement  TQM 
at  your  installation.  NsISSI 

94  % 

m 

1  % 

2  % 

c.  Senior  management  established  a  quality  council,  steering 
committee  or  sunilar  body  to  direct  the  quality 
improvement  effort  NslSSS 

82  % 

11  * 

5  % 

2  % 

d.  Senior  management  received  TQM  Awareness  Training. 

Nsl591 

91  % 

5  * 

2  % 

2  * 

e.  Senior  management  participated  in  a  retreat  to  learn  about 
TQM.  N=I577 

U  « 

8  % 

21  * 

f.  Middle  managers  received  TQM  Awareness  Training. 

N=ISI7 

74  » 

18  % 

■■ 

2  % 

g.  Commitment  of  senior  management  u  quality  is 

documented  and  communicaied  to  employees.  NslSU 

84  % 

13  % 

1  % 

2  % 

h.  An  executive  level  Quality  Council  or  Steering  Committee 
has  targeted  work  processes  for  improvements.  Nsl5S7 

60  * 

29  * 

mm 

Hi 

i.  Your  installation  utiliaes  moat  of  the  principles  of  quality 
management  throughout  the  installation.  Nsl5S7 

52* 

44  * 

2  % 

3  * 

j.  Your  installation  has  adopted  significant  new  policies  which 
are  designed  to  hniier  quality  management  prtnciples. 

NslSU 

51  % 

41  % 

■ 

■ 

k.  Members  of  yow  installarinn  acovely  share  techniques  and 
lessons  learned  both  within  and  outside  the  installahoa 

N=lSg7 

66  % 

27  * 

3  % 

■ 

Continued  on  next  page. 
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Quesoon  8  (Continued)  In  legad  to  TQM.  pleue  indicate  which  of  the  foUowing  acdvitiei  have  £1^  been  undertaken 
to  any  denee  at  vote  instaUanon?  (CHECK  ONE  BOX  IN  EACH  ROW.) 


Undertaken  to  any  depee? 

Innallaiioo  Activities  or  Efforts 

Yes 

(1) 

No.  but  it 
is  planned 

(2) 

No.  and  it 
is  not 
planned 

(3) 

Do  not 
know 

(4) 

Enviosree/taiaiafaBtliea^^  -  ' 

X  At  least  a  few  managen  or  employees  attrndnd  quality 
conferences  or  enralled  in  a  TQM  mining  course  prior  to 
the  implementaiion  of  TQM.  NslSU 

92  % 

3  % 

3% 

3  % 

b.  One  or  mote  representatives  fircm  your  installaiion 
attends  quality  network  meetings  outside  of  the 
installation.  N=1SS3 

% 

11  % 

9  % 

4  % 

c.  Your  installation  did  an  assessment  of  its  TQM  mining 
needs.  Nxi579 

6t  % 

21  % 

10  % 

3  % 

d.  Non-supervisosy  emplayees  received  TQM  Awareness 
Training.  NxISM 

65  « 

26  % 

7  % 

2  % 

e.  A  TQM  mining  plan  guides  yotr  quality  mifiing  efforts. 

NxlSM 

52  « 

32  % 

12  % 

4  % 

f.  Group  processes  or  TQM  tools  mining  is  offered  u> 
employees  throughout  the  insaUatian  as  needed. 

N»1575 

57% 

34  % 

7  % 

3  % 

g.  TQM  teams  ate  formally  recognised  and  rewarded  within 
your  uistallatian.  Nsl577 

42  % 

46  % 

0  % 

3  % 

h.  Your  installaiioo's  reward  and  recognition  systems 
encourage  management  to  be  involved  in  quahiy  efforts 
(e.g..  petformsnce  standards  lelaied  to  TQM  am  included 
in  petformance  management  reviews).  Nxl58< 

43  % 

41  % 

9  % 

6  % 

i.  Quality  petfotmance  goals  have  been  incotporaied  into 
employee'  petfamanoe  plans.  Nxlggl 

33  % 

45  % 

13  % 

9  % 

Cdna'iwed  on  next  page. 
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Queaion  8  (Continued)  In  regard  to  TQM.  please  indicate  which  of  the  following  acdvilies  have  ever  been  undertaken  to  an' 
degree  at  vour  installation?  (CHECK  ONE  BOX  IN  EACH  ROW.) 


Undertaken  to  any  degree? 

Yes 

No.  but  ^ 

and  it 

Do  not 

Installation  Activities  or  Effoits 

is  p*-"-  ^ 

IS  not 

know 

(1) 

(2) 

planned 

(3) 

(4) 

" 

a.  Your  installation  developed  quality  vision,  mission,  and 
policy  statements.  N=1S8S 

77% 

18  % 

4  % 

1  % 

b.  A  TQM  implementation  plan  was  developed.  N=15S5 

64  % 

27  % 

6  % 

3  % 

c.  Team  goals  are  related  to  the  vision  and  improvement 
goals  of  your  installaiioa  N=1f7d 

59  % 

33  % 

5  % 

3  % 

d.  Your  installation  actively  benchmarks  with  other 

organizations  to  improve  the  primary  processes  within  the 
installation.  N=1582 

30  % 

47  % 

16  % 

7  % 

e.  A  quality  strategic  plan  exists  or  quality  principles  are 
included  in  your  installatian's  ove^  strategic  plan. 

N=15*S 

52  % 

36  % 

7  % 

5  % 

f.  Your  installation  uses  strategic  plannmg  processes  which 
include  vision  statements  to  indicate  where  it  should  be 
in  the  next  five  yean  (e.g..  Hoshin  planning).  N=15M 

4«  % 

35  % 

11  % 

6  % 

Undertaken  to  any  degree? 

Installation  Activities  or  EfTorts 

Yes 

(1) 

No.  but  it 
is  planned 

(2) 

No,  and  it  is 
not 

planned 

(3) 

Do  not 
know 

(4) 

Etnptiwerawi* twtf  .  '  "  - 

a.  The  union  was  involved  in  the  early  stages  of 
implementation.  (//  no  unions,  please  skip  to  b.) 

N=125S 

59  % 

17  % 

15  % 

- 1 

9  % 

b.  TQM  learns  are  established  by  management  to  work  on 
processes  or  probtems.  N=1583 

76  % 

19  % 

4  % 

1  % 

c.  One  or  mote  TQM  teams  have  completed  a  full  cycle  of 
a  formalized  improvement  process  [e.g..  the  Seven  Step 
Improvement  Piixess  or  the  Plan-Do-Check-Act  (PDCA) 
cycle).  N=1580 

47  % 

40  % 

7  % 

5  % 

d.  Employee  satisfaction  is  assessed  on  a  tegular  basis. 

N=1581 

48  % 

39  % 

10  % 

4  % 

e.  Most  employees  are  involved  in  your  installation's 
quality  initiative.  N=1S82 

43  % 

50  % 

5  % 

2  % 

f.  Product/KTVice  innovadon  is  encouraged  throughout  your 
installation.  N=1586 

81  % 

15  % 

2  % 

2  % 

Conanued  on  next  page. 
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Question  8  (Continued)  In  legaid  to  TQM.  please  indicate  which  of  the  following  activities  have  ever  been  undertaken 
to  any  degree  at  vour  installation?  (CHECK  ONE  BOX  IN  EACH  ROW.) 


Undertaken  to  any  degree? 

Yes 

No,  but  it 

No.  and  it 

Do  not 

Installation  Activities  or  Efforts 

is  planned 

is  not 

know 

(1) 

(2) 

planned 

(3) 

(4) 

Measuttraeat  aadAwihWfai 

' 

a.  An  assessment  was  done  to  evaluate  your  installaaon's 
readiness  and/or  culture  for  TQM  im^ementatkn. 

N=1585 

51  % 

15  % 

25  % 

9  % 

b.  Analysis  of  systems  and  prxesses  were  done  in  order  to 
streamline  operations  or  improve  quality.  N=1587 

54% 

34  % 

7  % 

4  % 

c.  Internal  measures  of  oualitv  and  oraductivitv  ate 

developed  at  your  installation.  N=15M 

57  % 

37  % 

4  % 

2  % 

d.  External  measoies  of  aualitv  and  oroductivitv  ate 

developed  at  your  installation.  N=15>1 

45% 

41  % 

9  % 

5  % 

e.  Continuous  improvement  in  your  installatidn's  primary 
processes  and  products^ervices  is  documented. 

N=1S78 

47  % 

44  % 

4  % 

Undertaken  to  any  degree? 

Installadon  Activities  or  Efforts 

Yes 

(I) 

No,  but  it 
is  planned 

(2) 

No,  and  it 
is  not 
planned 
(3) 

Do  not 
know 

(4) 

a.  The  maior  internal  customers  of  vour  installation  and 
their  requirements  have  been  identified.  Nsl5S7 

<4% 

29  % 

3  % 

1  % 

b.  The  maior  external  customen  of  vour  installation  and 
their  requirements  have  been  identified.  N=15M 

71  % 

25  % 

3  % 

2  % 

c.  Methods  to  measure  and  monitor  external  cusuxner 
satisfiKtion  have  been  implemented.  N=1S84 

44  % 

48  % 

4  % 

3  % 

d.  Your  installation  has  mechanisms  in  place  to  bener 
anticipate  the  customer's  needs.  N=1582 

45% 

45  % 

4  % 

5  % 

ConUnued  on  next  page. 
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Question  g  (Continued)  In  regard  to  TQM.  please  indicate  which  of  the  following  activities  have  ever  been  undertaiLcn 
to  any  degree  at  vour  installation?  (CHECK  ONE  BOX  IN  EACH  ROW.) 


Undertaken  to  any  degree? 

Yes 

No.  but  it 

No,  and  it 

Do  not 

Installation  Activities  or  Efforts 

is  planned 

is  not 

know 

(1) 

(2) 

planned 

(3) 

(4) 

a.  Your  installation  worts  with  supplien  to  improve  quality. 

N=1575 

55  % 

23  % 

14  % 

7  % 

b.  Your  installation  uses  such  methods  as  Quality  Function 
Deployment  and  Quality  Policy  Deployment  to  enhance 

its  ability  to  meet  customer  requirements.  N=15&3 

12  % 

31  % 

30  % 

27  % 

Undertaken  to  any  degree? 

Yes 

No.  but  it 

No,  and  it 

Do  not 

Installation  Activities  or  Efforts 

is  planned 

is  noc 

know 

(1) 

(2) 

planned 

(3) 

(4) 

- 

a.  Early  quality  improvement  goals  have  been  met  and  new 
goals  have  been  set  N=157I 

43  % 

47  % 

6  * 

3  % 

b.  Your  installation  has  applied  for  the  Quality 

Improvement  Prototype  or  the  President's  Award  for 
(Quality.  Nsl572 

9  % 

27  % 

55  * 

9  % 

c.  Your  installation  has  been  selected  as  a  flnalist  or  as  a 
recipient  of  a  Quality  Improvement  Prototype  or  the 
President's  Award  for  Quality.  N=15S2 

4  % 

25  % 

59  % 

12  % 

d.  Imptovemenu  in  processes  and  substantial  cost  savings 
as  a  result  of  your  installation's  quality  initiative  have 
been  documented.  N=1570 

34  % 

48  % 

11  % 

7  % 

e.  Improvements  in  work  processes  are  implemented 
thrtwghout  your  installation  wherever  appropriate. 

N=1S79 

71  % 

24  % 

3  % 

2  % 

f.  Outside  organizations  use  one  or  more  of  your  processes 
for  benchmarking.  N=15d7 

19  % 

19  % 

23  % 

40  % 

Undertaken  to  any  degree? 

Installation  Activities  or  Efforts 

Yes 

(1) 

No.  but  it 

IS  planned 

(2) 

No.  and  it 
is  not 
planned 
(3) 

Do  not 
know 

(4) 

: . . 

a.  A  TQM  expeit  was  contacted  for  more  information. 

N=15S2 

83  % 

5  % 

10  % 

2  % 

b.  TQM  experts  were  brought  in  to  assist  with  TQM 
training  or  implementing  the  quality  ptixress. 

N=15g3 

72  % 

11  % 

15  % 

2  % 
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m.  BARRIERS  AND  AIDS  TO  TQM  IMPLEMENTATION 

Organizatioa'i  often  encounter  baniers  while  attempting  to  produce  change.  The  puipoae  of  this  section  is  to  gather  information 
about  problans  that  may  have  acted  as  bairieis  to  implementing  TQM  as  well  as  to  cover  some  areas  that  assisted  in  the 
implementation  of  TQM  at  your  installation. 


9.  Listed  below  are  some  barriers  to  the  implementafton  of  TQM.  How  small  or  large  a  problem  have  the  following  been  during 
any  phase  of  TQM  implementation  at  your  installation?  (CHECK  ONE  BOX  IN  EACH  ROW.) 


Leadership  Barriers 

No 

problem 
at  all 
(1) 

Small 

problem 

(2) 

Moderate 

problem 

(3) 

Major 

problem 

(4) 

Very 

major 

problem 

(5) 

Not 

Applicable 

(6) 

a.  Management  above  the  installation  level 
does  not  support  TQM.  N=1623 

60  % 

16  % 

13  % 

4  % 

2  % 

i 

S  % 

b.  Turnover  of  management  above  the 

installation  level  N=U30 

58  % 

22  % 

10  % 

4» 

1  % 

6  % 

c.  Insufficient  suppon  for  TQM  among 

inslallatian  managers.  N=U20 

32  * 

29  % 

27  % 

8  % 

2  % 

3  % 

d.  Commitment  to  change  (to  TQM)  not 
effectively  commimicated  by  senior 
management  at  the  installation.  N3U23 

47  % 

25  % 

15  % 

m 

2  % 

3  % 

e.  Senior  management  at  the  installation  unable 
to  spend  sufficient  time  on  TQM.  N=l<19 

29% 

29  % 

25  * 

12  % 

4  % 

2  % 

f.  Turnover  of  senior  management  at  the 

installation.  NsUK 

57  % 

23  % 

10  % 

5  % 

2  % 

4  % 

g.  Other  •  Please  specify; 

N=3M 

4  % 

4  % 

19  % 

21  % 

26  % 

26  % 

Employee  Training  and  Recognition 

Bairiers 

No 

problem 
at  all 
(1) 

SmaU 

problem 

(2) 

Moderate 

problem 

(3) 

Major 

problem 

(4) 

Very 

major 

problem 

(5) 

Not 

Applicable 

(6) 

X  Employees  have  insufiRcient  information  and 
training  on  the  theory,  concepts,  and  design 
of  TQM.  N=162S 

19  % 

28  % 

31  % 

13  % 

m 

5  % 

b.  Employees  have  insufficient  information  on 
how  to  implemeni  TQM  and  use  TQM  tools. 

N=1625 

13  % 

27  % 

35  % 

16  % 

4  % 

5  % 

c.  Employees  do  not  believe  they  ate 

empowered  to  make  changes.  N=1624 

9  % 

24% 

36  % 

20  % 

7  % 

5  % 

d.  Other  -  Please  specify: 

N=255 

2  % 

2  % 

20  % 

20  % 

25  % 

32  % 

(ConUnued  on  next  page.) 
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Question  9  (Continued)  How  small  or  large  a  problem  have  the  following  been  during  any  phase  of  TQM  implementation  at  your 
installation?  (CHECK  ONE  BOX  IN  EACH  ROW.) 


Strategic  Planning  Barriers 

No 

problem 
at  all 

(1) 

Small 

problem 

(2) 

Moderate 

problem 

(3) 

Major 

proUem 

(4) 

Very 

major 

problem 

(5) 

Not 

Applicable 

(6) 

a.  Lack  of  a  long-term  planning  approach. 

NsU18 

29  9h 

27  % 

25  % 

11  % 

4  % 

5  % 

b.  Disconnea  between  strategic  quality  plan 
goals  and  the  installation's  oiIict  strategic 
plans.  Nsl614 

30  * 

24% 

23  % 

10  « 

3  « 

10  % 

c.  Funding/Budgeting  constraints.  N3ldl9 

12  % 

23  % 

29  % 

20  % 

13  % 

3  % 

d.  Other  -  Please  specify: 

N=19d 

3  % 

5  % 

12  % 

18  « 

20  % 

42  % 

Empowennent  and  Teamwoilt 

Barriers 

No 

problem 
at  all 

(1) 

SmaU 

problem 

(2) 

Moderate 

piobleffl 

(3) 

Major 

piobleffl 

(4) 

Veiy 

major 

problem 

(5) 

Not 

Applicable 

(6) 

a.  Resistance  to  moving  toward  a 
patncipatoty  style  of  managemenL 

NsU20 

17  % 

32  « 

34  % 

11  % 

3  % 

3  % 

b.  Problems  due  to  federal  personnel 

regulations.  NsU17 

27  % 

23  % 

24% 

15  % 

7  % 

5  % 

c.  Employees'  resistance  to  changing  roles 
or  changing  organizational  strucniies. 

N=1421 

14  96 

39  % 

35  % 

8  % 

m 

3  % 

d.  Employee  organizarionsAinions  resistant 
to  TQM.  N=160( 

44  % 

22  % 

11  % 

5  % 

4  % 

IS  * 

e.  Other  -  Please  specify: 

N=I58 

3  % 

2  % 

11  % 

14  % 

18  % 

52  % 

(Conanittd  on  next  page.) 
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Question  9  (Continued)  How  smaU  or  large  a  problem  have  the  following  been  during  any  phaae  of  TQM  impiementalioa  at  your 
installation?  (CHECK  ONE  BOX  IN  EACH  ROW.) 


Measurement  and  Analysis 

Baniers 

No 

problem 
at  all 
(1) 

Small 

problem 

(2) 

Moderate 

problem 

(3) 

Major 

problem 

(4) 

Very 

major 

problem 

(5) 

Not 

Applicable 

(6) 

a.  Resistance  to  measuring  processes. 

N=16U 

24  % 

29% 

25  % 

9  % 

2  % 

10  % 

b.  Resistance  to  measuring  employee 
attitudes.  N=1615 

31  % 

31  % 

22  % 

■i 

1  % 

11  % 

c.  Management  unfamiliar  or 
uncomfortable  with  statistics  and 
measurement  techniques.  N=1618 

25  % 

29% 

24  % 

10  % 

3  % 

8  % 

d.  Other  -  Please  specify: 

N=157 

4  % 

• 

13  % 

20  % 

12  % 

51  % 

*  Less  than  1  percent. 


Customer  Focus  Baniers 

No 

problem 
at  all 
(1) 

Small 

problem 

(2) 

Moderate 

problem 

(3) 

Major 

problem 

(4) 

Very 

major 

proUem 

(5) 

Not 

Applicable 

(6) 

a.  Resistance  to  soliciting  extonal 
customer  feedback.  Nsl015 

45  % 

27  % 

14% 

3  % 

1  % 

10  % 

b.  Measures  of  satisfaction  from 
external  customers  diffkolt  or 
impossible  to  get  N=1011 

26  % 

31  % 

22  % 

■ 

3  % 

10  % 

c.  Other  -  Please  specify: 

N=148 

2  % 

B 

18  % 

11  % 

13  % 

55  % 

10.  At  yov  instaUatXMi,  in  order  to  overcome  any  of  the  baniers  listed  in  the  previous  quesdcn  did  you  require  or  are  you 
cuirently  using  assistance  provided  by  federal  agencies,  such  as  the  Fedetal  Quality  Institute  (FQI).  0PM.  0MB.  etc.? 
(CHECK  ONE.) 

N=14M 

27%  1.  □  Yes 

73%  2.  □  No 
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1 1 .  Please  indicate  how  heipfiil  or  not  the  following  activities  were  in  preparing  your  installation  for  the  implementation  of  TQM. 
(CHECK  ONE  BOX  IN  EACH  ROW.  IF  YOUR  INSTALLATION  DID  NOT  TAKE  PART  IN  AN  ACTmTY,  CHECK 
BOX  NUMBER  1  FOR  THAT  ACTIVITY.) 


Did  not  take 
pan  in  this 
acuvity 
(1)  ' 

Extremely 

helpftil 

(2) 

Very 

help&l 

(3) 

Moderately 

helpful 

(4) 

Qf  Uttle 
help 

(5) 

Not 
helpful 
at  all 
(6) 

X  Membeis  of  management  attended 
TQM  training.  N=1610 

7  % 

43  % 

30  % 

17  % 

3  % 

• 

b.  Your  installation  talked  to 
consultants  about  imolementine 
TQM.  N=1614 

27  % 

28  % 

24  % 

18  % 

4  % 

• 

c.  Your  installation  hired  consultants 
to  help  with  the  planning,  training, 
or  implementation  process. 

N=1612 

SI  % 

21  % 

14  % 

10  % 

3  % 

d.  Representatives  fruru  your 
installation  visited  comoatiies. 
agencies,  or  other  installations 
who  were  successful  at 
implementing  TQM  N=U15 

45  % 

18  % 

19  % 

14  % 

3  % 

• 

e.  Manacemem  formed  a  team  to 
investigaie  and  study  how  to  best 
implement  TQM  within  the 
inriallatioa  Nsldl4 

45  % 

22  % 

22  % 

10  % 

1  % 

• 

f.  Management  made  a  formal 
statement  of  policy  on  TQM 

N=l«04 

27  % 

27  % 

23  % 

18  % 

5  % 

• 

g.  Anything  else?  •  Please  specify: 

N=IS4 

23  % 

44  % 

19  % 

10  % 

m 

4  % 

N=35 

24  % 

44  % 

11  % 

4  % 

0  % 

11  % 

*  Less  than  1  percent 


12.  At  your  installation  are  there  cunentlv  any  TOM  efforts  at  any  stage  of  development  or  imptoneniation?  (CHECK  ONE.) 
N=1SS2 


91% 

9% 


1.  □  Yes  ~>  (CONTINUE  WITH  QUESTION  13.) 

2.  □  No  ->  (SKIP  TO  SECTION  V  ON  PAGE  18.) 
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Teams  aie  typically  used  to  involve  the  wofk  force  in  the  implementation  of  TQM  A  TQM  team  may  be  defined  as 
any  team  ftnined  to  facilitate  the  implementation  of  TQM  TQM  teans  may  be  functional,  cross-functional,  or 
self-managed.  Three  of  the  mote  common  types  of  teams  are  Process  Action  Teams  (PATs).  Process  Improvement 
Teams  (PITs),  and  (Quality  Improvement  Teams  (QITs). 


1 3.  Please  provide  the  following  information  about  the  current  use  of  teams  at  your  installation. 

a.  How  many  TQM  teams  of  any  type  are  currently  operating  at  your  installation?  (ENTER  NUMBER.  IF  NONE.  ENTER 
ZERO  "0".  IF  NECESSARY.  AN  APPROXftfATION  WILL  SUFFICE.) 

N=19J60  Teams  (NOTE:  IF  ZERO  'O’  ENTERED.  GO  TO  QUESTION  11.) 

b.  How  manv  of  your  installation's  employees  (including  management)  ate  currently  serving  on  at  least  one  TQM  team  of 
any  type?'  (ENTER  NUMBER.  IF  NECESSARY,  AN  AW»R0XIMAT10N  WILL  SUFFICE.) 

N=143A73  Employees 

c.  How  many  of  the  current  participants  on  all  teams  are  managers  or  supervison?  (ENTER  NUMBER. 

IF  NECESSARY.  AN  APPROXIMA'nON  WILL  SUFFICE.) 

N=35J93  Participants 

d.  Please  indicate  the  types  of  teams  that  are  active  within  your  organization. 


Team  active? 

(Check  one  for  each  row.) 

Yes 

(1) 

No 

(2) 

a.  Cross-functional  (inter-unit)  teams  that  wort  to  improve 
processes  which  cross  unit  lines  within  the  installation. 

N=1225 

89  % 

11  % 

b.  Functional  teams  that  work  to  improve  processes  within  a 
specific  function  or  unit  within  the  installation. 

N=1218 

83  % 

17% 

c.  Teams  established  on  an  ad  hoc  basis  to  address  a  jxoblem 
or  accomplish  a  specific  task.  N=1212 

86  % 

14% 

d.  Self-managed  teams,  the  most  advanced  type  of  TQM  team, 
manage  and  improve  their  specific  processes.  N3I202 

29% 

71  % 

e.  (Quality  circles  which  have  been  integrated  into  the  TQM 
effoa  N=1191 

16% 

85  % 

e.  How  many  of  all  the  individuals  at  your  installation  are  currently  involved  in  TQM  activities,  such  as.  TQM  facilitation. 
Quality  Councils.  TQM  teams,  or  texhing?  (ENTER  NUMBER.  IF  NONE.  ENTER  SRO  '0*.  IF  NECESSARY,  AN 
ESTIMATION  WILL  SUFFICE.) 

N=57J3<  Managen  and  Supervisors 

N=147J10  Non-Supervisory  Employees 
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IV.  Benefits 


14.  Thinking  about  thoae  units  at  your  insiallaiian  where  TQM  has  been  implemenied.  would  you  say  it  has  had  a  positive 
impact,  no  impact  or  a  negative  impact  on  the  following  oiganizadanai  perfomance  indication?  (CHECK  ONE  BOX  IN 
EACH  ROW.) 


Organizational 

Perfonnance  Indicaton 

Very 

positive 

(1) 

Somewhat 

positive 

(2) 

No 

impaa 

(3) 

Somewhat 

negative 

(4) 

Very 

negative 

(5) 

Too 

early 

to 

judge 

(6) 

X  Productivity/Efficiency 

N31360 

19  % 

44  % 

3% 

1  % 

33  % 

b.  Reduction  in  the  cost  of  doing 
business  Nsl35S 

11  % 

34  « 

13% 

2  % 

• 

40  % 

c.  Quality  of  ptoducts/services 

Nsl360 

22  % 

43% 

3  % 

• 

• 

32  % 

d.  Overall  service  to  the 

customer  Nsl35d 

16  % 

39  % 

3  % 

• 

• 

32  % 

e.  Customer  sstisfactinn 

Nsl3S7 

22  % 

3S  % 

4% 

• 

• 

36  % 

f.  Timeliness 

Nsl355 

1«  % 

42  % 

6  % 

1  % 

• 

33  % 

g.  Other  •  Specify; 

Nsl24 

43  % 

17  % 

2  % 

0  % 

0  % 

3S  % 

N=32 

44« 

U% 

3% 

3  % 

2S  % 

*  Less  than  1  percent 
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1 5.  Thinking  about  ihoae  uniu  at  your  insiallatian  where  TQM  has  been  implemented,  to  what  extent,  if  at  all.  have  the  total 
quality  management  activities  implemented  in  these  units  had  a  positive  impact  on  the  following  internal  condidons?  (CHECK 
ONE  BOX  IN  EACH  ROW.) 


Intenial  Conditions 

To  a 

very  great 
extent 

(1) 

To  a 
great 
extent 

(2) 

To  a 
moderate 
extent 

(3) 

To 

some 

extent 

14) 

To  little 

or  no 

extent 

(5) 

Too 
early 
to  judge 
(6) 

a.  Improved  timeliness  of 

internal  processes.  N=13S7 

5  % 

14  % 

25  % 

Ig  % 

4  % 

34  % 

b.  Increase  in 

efficiency.^ptoductivity. 

NsI3S5 

4  % 

14  % 

25  % 

20  % 

3  % 

34  % 

c.  Improved  implementaiion  of 
techiwlogy.  Nsl34g 

3  % 

9  % 

19  % 

17  % 

11  % 

42  % 

d.  Change  to  a  more 

participatory  management 
style.  N=13SS 

6  % 

14  % 

23  % 

25  % 

6  % 

24  % 

e.  Improved  labor-ntanagement 
rel^ons.  N=131S 

4  % 

10  % 

17  % 

19  % 

15  % 

34  % 

f.  Movement  of  dedsuA-making 
authority  to  a  lower 
orgaiuzational  level. 

N=135S 

3  % 

10  % 

22  % 

25  % 

12  % 

28  % 

g.  Improvements  in  group 
process  and  problem-solving 
skills.  N*13S7 

S  % 

21  % 

27  % 

20  % 

2  % 

22  % 

h.  An  increase  or  improvement 
in  communicsoon  througbout 
the  installation.  Nsl3S5 

7  % 

20  % 

25  % 

22  % 

4  % 

22  % 

i.  Improvements  in  management 
decision  making  due  to 
availability  of  more 
information.  Nsl35( 

4  % 

15% 

23  % 

21  % 

7  % 

30  % 

j.  Improvements  in  employee 
morale.  Nsl355 

5  % 

13  % 

21  % 

24  % 

9  % 

29  % 

k.  An  improved  ability  of  the 
installation  to  adapt  to  change. 

N=1352 

4  % 

12  % 

23  % 

19  % 

8  % 

35  % 

1.  Enhanced  attention  to 
customers’  requirements. 

N=1355 

9  % 

22  % 

25  % 

17  % 

3  % 

23  % 

m.  Ability  to  achieve  quality 
improvements  in  pofotmance 
during  a  period  of  resource 
reduction.  Nsl3Sl 

4% 

13% 

1»  % 

18% 

8  % 

40  % 

n.  Other  -  Please  specify: 

Ns5d 

7  % 

9  % 

5  % 

5  % 

5  % 

68  % 

N*19 

5  % 

5  % 

5  % 

5  % 

11  % 

68  % 
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Roic  ot  Central  Management  Agencies  in  the  implementaoon  of  TQM 

16.  Are  you  aware  of  the  existence  of  the  Federal  Quality  Institute  (FQI)?  (CHECK  ONE.) 

N=2245 

71  %  1.  □  Yes  —>  (CONTINUE  WITH  QUESTION  17.) 

29  *1^  a  No  —>  (SKIP  TO  QUESTION  21  ON  PAGE  20.) 

17.  Are  you  familiar  with  FQI’s  mission?  (CHECK  ONE.) 

N=1579 

22  %  1.  □  Vety  familiar 

65  %  2.  □  Somewhat  familiar 

13  %  3.  □  Not  familiar  at  all 

18.  The  following  is  a  list  of  the  services  provided  by  the  Federal  Quality  Institute.  For  each  of  the  services  listed,  please  indicate 
whether  you  are  aware  tney  provide  the  service.  (CHECK  ONE  BOX  FOR  E.ACH  SERVICE.) 


Services  Providod  by  FQI 

Yes.  1  am  aware 
they  provide 
this  service 

(1) 

No.  I  was  not 
aware  they 
provide  this 
service 
(2) 

Teehi4ci4AJB«ianfiiip|pS^^^^^^^  '.yfgsv  ( 

pliil 

' 

a.  Executive  level  awareness  seminan 

N=1569 

82  % 

18  % 

b.  Readiness  assessments 

N=1SM 

49  % 

51  % 

c.  Stan-up  services 

N=1565 

60  % 

40  % 

d.  Model  projects 

N=1S62 

50  % 

SO  % 

e.  List  of  vendors  horn  the  Federal  Supply  Schedule 

N=15S8 

62  % 

38  % 

Reseateh  and  RABeatiaMi 

X  Handbook  series 

N=lSO 

63  % 

38  % 

b.  Quality  improvement  prototypes  (e.g..  case  snidies) 

N=1S64 

59  % 

41  % 

c.  Federal  Quality  News 

N=1567 

64  % 

36  % 

lofiMulion  Onier'"" 

a.  Electronic  bulletin  board 

N=1565 

36  % 

64% 

b.  Federal  TQM  Documents  data  base 

N=1562 

37  % 

63  % 

c.  Assistance  stalling  own  information  center 

N=I5« 

30  % 

70  % 

d.  Self-service  infonnadon  centers 

N=1561 

27  * 

73  % 
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19.  If  you  used  any  of  these  services  provided  by  FQL  how  satisfied  or  dissah.sfied  were  you  with  the  service?  (CHECK  ONE 
BOX  IN  EACH  ROW.  IF  YOU  DID  NOT  USE  A  PARTICULAR  SERVICE  PLEASE  CHECK  BOX  1  "DID  NOT  USE 
SERVICE.) 


Services  Provided  by  FQl 

Did  not 
use  this 
service 

(1) 

Very 

satisfied 

(2) 

Generally 

satisfied 

(3) 

Neither 

satisfied 

nor 

dissatisfied 

(4) 

Generally 

dissatisfied 

(5) 

Very 

(6) 

TecimicaiAssulance  '  ' 

a.  Executive  level  awareness 
seminars  N=150j| 

83  % 

8  % 

8* 

1% 

• 

• 

b.  Readiness  assessments  N=1502 

96  % 

2  % 

2  % 

• 

0  9b 

0  9b 

c.  Start-up  services  N=1504 

93  % 

3  % 

3  9b 

1  9b 

• 

0  9b 

d.  Model  projects  N=1499 

96  % 

2  % 

2  % 

1  % 

• 

0  9b 

e.  List  of  vendon  fiom  the 

Federal  Supply  Schedule 

N=150S 

76  %  \ 

8  * 

10  % 

5* 

1  9b 

• 

Reseodi  ni  PtAiBcaiioM  < 

'  ' 

a.  Handbook  series  N=1504 

75  %  .  j 

11  % 

11  % 

2  % 

• 

• 

b.  Quality  improvement  prototypes 
(e.g..  case  snidies)  N=1S05 

! 

81  %  1 

8  % 

9  % 

2  9b 

• 

• 

c.  Federal  Quality  News  NslSOd 

74  %  1 

10  % 

12  % 

4  9b 

• 

• 

-  .  ,  . 

a.  Electronic  bulletin  board 

N=1500 

94  % 

2  % 

2  9b 

2  % 

1  % 

• 

b.  Federal  TQM  Documents  data 
base  N=1504 

94  % 

2  % 

2  9b 

2  9b 

• 

0  9b 

c.  Assistance  starting  own 

information  center  N=I501 

96  %  1 

1  % 

2  % 

1  9b 

• 

0  9b 

d.  Self-service  information  centers 
N=149S 

96  %  1 

2  % 

1  9b 

1  9b 

• 

0  9b 

*  Less  thao  1  percent. 

20.  From  which  of  the  following  fedeial  agencies  have  you  sought  or  obtained  assistance  in  helping  to  impienient  TQM  at  your 
installation?  (CHECK  ONE  BOX  IN  EACH  ROW.) 


N31449 

a.  0PM  (Other  than  FQl) 

23  9b 

(.□Yes 

71  9b 

LDNo 

5  % 

3.  □  Do  not  know 

N=1401 

b.  GSA 

8  9b 

l.nYes 

86  9b 

2.nNo 

6  9b 

3.  □  Do  not  ki»w 

N=1391 

c.OMB 

4  9b 

(.□Yes 

90  9b 

2.nNo 

7  % 

3.  □  Do  not  know 

d.  Any  other  agency?  -  Please  specify: 
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VI.  Why  Organizations  Do  Not  Implement  TQM 


NOTE:  The  followini(  question  (1121)  should  only  be  answered  if  your  installation  never  attempted  to  implement  TQM.  All 
other  respondents  should  go  to  question  22. 


21.  If  you  have  never  attempted  to  implement  TQM.  please  list  up  to  five  of  the  major  barriers  that  you  believe  prevented  the 
implementation  of  TQM  at  your  mstallation.  (You  mav  wish  to  refer  to  the  list  of  banters  in  question  9  on  pages  1  12,  and 

13). 

1. _ 

3.  _ 

4.  _ 

5.  _ 


22.  If  you  have  any  comments  about  any  issue  related  to  TQM,  please  use  the  space  below.  If  necessary,  you  may  use  additionaJ 

sh^. 


Thank  you  for  your  assistance. 

Please  retwn  your  completed  questiomaire  in  the  encloaed  pre-addressed  envelope. 
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